
SHS Legacy DHB, Z and Regional Office Workflow (Reviewed Version 2.0)
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Intake/Online of 
case information 

into system

DHB Action: 
Intake the case 

information, 

System Input: 
Case information, 

name, date, 
address, region 

codes 90 -99 
indicate a 

disability case , 
narrative  

(Go to Scheduler Action): 
Open calendar and 
schedule case using 

(operations 
action)unscheduled case 

report 

DHB – requests or 
receives the Med 

Packet from DDSD, 
this packet is 

needed to complete 
the file and then 

case can be 
scheduled

DHB Action: Look 
up Case.

System Input::  
case # or name

System Action: 
open case 

information 
screen

DHB Action: 
calls or 

contacts DDSD 
and requests 

the packet

DDSD Action: 
send the 

physical packet 
to DHB.

Request and data received 
from sources for  intake:

PIAR will fax to DHB
AR will fax to DHB
County will call DHB
Customer Service will send 
to DHB

System action: 
auto generates 

notification 
letters to 

claimant, county 
and AR (if 

applicable)

(go to DDSD  Action): 
intake case 

information into the 
CMS 

30 min, LH, PC, 

System Action: 
generate case number 
based on format (year, 

julian date, case 
number) yydddxxxx

DHB = Disability 
Hearing Bureau

MP= Medical Packet

Z = Special 
circumstances medical 
disability  
 (Z-53- Adoption of 
Federal Denial)

Regional Office= 
located at Sacramento, 
Bay Area, Los Angeles, 
San Diego.

CMS= Case 
Management System

DDSD= Disability 

Determination 

Service Division

DHB Action: Create the 
physical file and add 

request and any other 
information. 

File in file room 
number 1. 

Request MP from DDSD

Is DDSD  Med 
Packet Received?

Yes

No

DHB Action: 
add the 

medical packet 
to the case and 

put in 
fileroom.

1 hour, LH, PC

DHB – after the case 
is scheduled, the 
case file must be 
sent to the judge 

and hearing 
location. 

DHB Action: Look 
at scheduled case 

listing and pick 
the case files 

from File room 
#1

DHB Action: 
deliver to SHD 
hearing room 
if hearing is 

here, 
otherwise mail 
to the judge/

hearing 
location.

The case or the case 
is postponed or 

rescheduled. 

Judge Action: if 
the case is 

postponed, the 
case file is 

returned to DHB 
for filing. 

DHB  Action: 
upon receive of 

the case file, add 
narrative and file 

in file room #1 

System  Action: 
add narrative 
and/ or add 

decision 
information.

Case is closed after 
the decision 

information is 
entered and 

narrative updated 

System  Action: 
mark the case 

closed and 
update the status 

code. 

DHB  Action: file 
the case in file 
room #2 as a 
post hearing

DHB  Action: 
Send medical 

packet back to 
DDSD

Add decision information 
like C/S does

Case management is 
used to track the 

cases, it also creates 
some reports, but 

does not create the 
same reports as 

HWDC  

System  Action: 
input of detailed 
case information 
and update the 

status code. 

Use label maker 
based off of Access 
database, to create 
the case file label.

DHB Action: Look 
up Case.

System Input::  
case # or name

Label System  
Action: create 
the label for 
the case file

DHB Action: adhere the 
label to the case file
10 min, LH, MG, PC

Has the case been 
heard by a judge?

Yes

No

If case is heard 
the decision is 

emailed to DHB 

Note: Southern Ca uses CMS, 
Northern Ca does not.

Before a Z case is 
scheduled a Z Unit 
assigned employee 

will write up the 
analysis of the case. 

Note: there is 
medical packet for 

the Z case.

Z Unit  Action: 
write up the 

analysis of the 
case and attach 
to the case file. 

Z Unit  Action:  
schedule the 

case

Video , remote and 
phone hearings may 

be scheduled 
following normal 

process (SOP usually 
received after the 

scheduling) 

RO Action: SFT, 
Fax position 

statement to RO, 
SHD

SHD (Becky)  
Adds the position 
statement to the 

case file

Z Unit  Action:  
send a copy of 
the analysis to 

the county

Notes: the Z case is indicated by region code 
97-99, 

Regular DHB are indicated by region code 
90-96

Enhancement: need date stamps on analysis, and when 
sent to county and when county receives. 

Suggested Enhancement: make SOP available 48 hours 
before schedule hearing date

County  Action:  
create SOP and 
have available 

day of for 
claimant to pick 
up, sometimes 

there is 
agreement and 

no need to 
schedule

Remote hearing = 
conference call with county, 
judge, claimant

Video hearing = Judge 
usually at county, and 
claimant either at a court or 
at home 

Phone hearing = judge at 
county and claimant at 
home or other location.

This has been 
discontinued

MG = Mark Grijalva, LH = LeAnn Hale, PC = Pranesh Chandra, GS = Ginger Stegman, MD = Myron Dong

15 mins, MG
30 mins, LH, PC

30 mins , LH

30 min processing time, LH, MG

30 mins , MG

2 weeks, MG, PC, LH

30 mins, MG , LH, PC
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